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Theresearch aim to evaluate of the factors that 
influence users in Malaysia prefer Low Cost 
Carriers (LCCs) Services. These studies are to 
determine the relationship between users‟ 
demography and the factor that may influence users 
in Malaysia to travel, satisfaction level on the 
LCCs‟ reliability and responsiveness. The study 
was conducted by distributing questionnaires to 
100 users who come from different background 
such as occupation, ages and so on. By using 
descriptive and inferential analysis, the 
relationships between the independent and 
dependent variables were identified.  
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AirAsia is one of the award winning and largest 
low fare airlines in the Asia expanding rapidly 
since 2001. With afleet of 72 aircrafts, AirAsia 
flies to over 61 domestic and international 
destinations with 108 routes, and operates over 400 
flights daily from hubs located in Malaysia, 
Thailand, and Indonesia. Today, AirAsia has flown 
over 55 million guests across the region and 
continues to create more extensive route network 
through its associate companies.  
 
AirAsia believes in the no-frills, hassle-free, low 
fare business concept and feels that keeping costs 
low requires high efficiency in every part of the 
business. Through the corporate philosophy of 
“Now Everyone Can Fly”, AirAsia has sparked a 
revolution in air travel with more and more people 
around the region choosing AirAsia as their 
preferred choice of transport. The rising of Low 
Cost Carrier (LCCs) in Malaysia had rising of 
LCCs in Malaysia had provided options of public 
transport to the public. The low fare image of LCC, 
AirAsia attracted many passengers started to 
choose LCCs in travelling, especially frequent 
travelers. The study is undertaken to determine the 
main factors which influenced users in Malaysia to 
choose LCCs as preference to travel and also to 
measure the level of satisfaction on the services 
provided by LCCs. 
 
1.2 Problem Statement  
 
AirAsia implement Low Cost Carrier (LCCs) in 
Malaysia had provided options of public transport 
to the public. With the low fare image of LCC, 
AirAsia attracted many passengers started to 
choose LCCs in travelling, especially frequent 
travelers. Many users’ in Malaysia also prefer 
travelling by LCCs since it is economical and 
affordable for the public. The low fare price is a 
factor which encourages users in Malaysia to 
choose LCCs as travelling preference. Anderson, 
Fornell and Lehmann (1994) emphasized perceived 
price as an important factor of customer 
satisfaction (Clemes et al., 2008). Besides the low 
fare factor, there are also several other factors 
which has been identified that influenced users in 
Malaysia to travel by LCCs. Oyewole (2001) had 
studied the influence of demographic variables on 
customers satisfaction with service in the air travel 
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industry and prove that gender exerted significant 
influences on customer satisfaction with several 
services provided by the airline (Clemes et al., 
2008). Hence, the study is undertaken to determine 
the main factors which influenced users in 
Malaysia to choose LCC as preference to travel and 
also to measure the level of satisfaction on the 
services provided by LCCs. Besides that, the 
relationship between users in Malaysia ‟ 
demographic profile and users in Malaysia ‟ level 
of satisfaction on LCCs‟ performance is also been 




The objective for the research is to identify the 
factors that that influence users in Malaysia prefer 
Low Cost Carriers (LCCs) Services and to measure 
the relationship between users demographic and 
users’ satisfaction on LCCs reliability and 
responsiveness. 
 
2.0 LITERATURE REVIEW 
Lewis and Thornhill (1997) observed that a 
literature review needed to be critical and should 
incorporate key academic theories within the 
chosen area of study and show how the research 
related to previous published research. 
 
2.1 Low Cost Carriers (LCCs) 
 
Low Cost Carriers (LCCs) are based on the concept 
of no frills, no food, no drinks, no spacious seats, 
no travel agencies booking, but a very low price, 
some LCCs manage to gain competitive advantage 
in the aviation sector. No frill is defined as an 
action of cooperation to lower cost and the aim of 
this action is to deliver a well- priced product to the 
customer and to create a competitive advantage 
over other airlines (Doring, 2009). The concept of 
“low cost carriers‟ or LCCs originated in the 
United States with Southwest Airlines at the 
beginning of the 1970s (Cento, 2009). In Europe, 
the Southwest model was copied in 1991, when the 
Irish company Ryanair, previously a traditional 
carrier, transformed itself into LCC and was 
followed by other LCCs in the United Kingdom 
(Cento, 2009). The development of LCCs in Asia 
Pacific is considered slow because of the 
perception that the low cost model adopted in the 
United States and Europe could not be imitate in 
Asia, 14 because of the longer aircraft stage lengths, 
lack of secondary airports and regulatory 
restrictions preventing access to international 
markets (O‟Connell and Williams, 2005). Thus, 
the Asian LCCs are still in the initial growth phase 
of their development, while many of their 
American and European counterparts are 
approaching or have reached maturity stage. 
 
2.2 Users’ Satisfaction 
 
Organization in highly competitive environment 
will have to provide goods and services which 
satisfy customers to retain customers‟ loyalty. The 
retention of loyal customers is the key to firms to 
survive in this competitive market (Jone & Sasser, 
1995).Bywater (1993) highlighted that the young 
independent travel market equally demands higher 
quality standards than in the past and a willingness 
to pay at least a small premium to travel on a 
scheduled airline regarded as reputable comfortable 
and punctual (Tekle, 2000) 
 
2.3 Relationship between flight fares, low cost 
carrier and carrier selection 
 
Pricing is always the main factor that will influence 
customers‟ decision in choosing product or 
services. In terms of carrier selection, most of the 
passengers will choose lower fares airlines. Turner 
(2003) proved that passengers who travelling on a 
low cost carrier selected fare as their main reason 
for carrier choice. Normally most of the passengers 
prefer to choose low cost carriers (LCCs) than Full 
Service Carriers (FSCs) since the fare are much 
cheaper. The average fares of no frills carriers were 
40 to 60 percent lower than their full service 
competitors. 
 
Low cost carrier in Malaysia, AirAsia had 
developed a strong low fare image through strong 
advertising and the use of the media. The wide 
perception of people in Malaysia, when 
acknowledge AirAsia, is that it represents low fares 
(O’Connell & Williams, 2005). With the 
advertisement of “Fares as low as RM1”, AirAsia 
manage to attract many passengers to choose its 
services as their first choice carrier. The low unit 
cost of AirAsia enables the carrier to offer such low 
fares. AirAsia‟s flight fare depends on the demand 
and supply in its service. If a person made his or 










2.4 Theoretical framework 
Theoretical framework 
There are seven factors influence the users’ 
decision on selecting LCCs as travelling even short 
or long distances. The factors consist of service 
attributes such as flexibility of fare price, low fare 
price, flexibility on booking method, availability of 
in flight entertainment services, on time departure, 
airline image, and airline safety precaution. The 
researcher also measures the users’ level of 
satisfaction based on the LCCs reliability and 
responsiveness. The researcher measure the 
reliability using term of on time flight schedule, on 
time departure time arrival, time take for the 
checking service, efficient check-in staff, service 
and performance for the reservation and ticketing 
and friendly of Customer Relationship Services 
(CRS).In the aspect responsiveness, the researcher 
measure on the users’ level of satisfaction in term 
of employees willing to help the passenger solve 
problem their facing, employees quick response to 
passenger complains and request, efficient to 




Sekaran (2003) stated that a questionnaire is a pre-
formulated written set of questions to which 
respondents record their answers, usually within 
closely defined alternatives. Quantitative research 
method was used in this research by using primary 
data. The data collecting of the study was 
conducted by distributing questionnaires to a 
sample 100respondents. Questionnaires were 
design by own. This questionnaire cover four 
section which are demographic, factors users 
choosing LCCs, satisfaction on LCCs  reliability 
and satisfaction on LCCs responsiveness. Finally 
the data which had been collected was analyzed by 
using SPSS system. 
Secondary data report, journals, books also being 
use. Internet (web- based) and AirAsia annual 
report are the data that provides much information 
regarding to the AirAsia information. 
3.2Data Analysis Method 
The data which are collected by using 
questionnaires are analyzed by using the Statistical 
Package for Social Sciences (SPSS) System to 
perform the data analysis. The descriptive analysis 
is used to analyses the respondents‟ characteristics. 
Descriptive analysis is also used to study the level 
of respondents‟ opinion and perception towards the 
variables measured in the study. Farzila (2009) 
stated that descriptive study is used to obtain data 
that describes the characteristics of the topic 
interest of interest in the research. Descriptive 
analysis is a structured and specifically designed to 
measure the characteristics described in research 
questions. Descriptive analysis is presented in the 
form of frequency distribution table and charts in 
this study. 
 
4.0 FINDINGS AND DISCUSSION  
Table 1 Show the preferences of Low Cost Carrier 
Services (LCCs) by Users within Users’ Gender 
Low of fare price 
On time departure
 
 Low of fare price 
Airline image 
Airline safety precaution 
Flexibility of far price 
Flexibility on booking 
method 















V1 Flexibility of fare price 
V2 Flexibility in ticketing booking method 
V3Availability of in flight entertainment services 
V4 On time departure 
V5 Good image 
V6High safety precaution 
Table 1 shows that of Low Cost Carrier Services 
(LCCs) by Users within Users’ Gender. From the 
table most of the male and female strongly agree 
with flexibility of fare price which is 22% male and 
39% female. The V2 which is flexibility in 
ticketing booking method most of the 22% male 
and 39% female are agree. Regarding the 
availability of in flight entertainment services 23% 
of male and 47% of female agree withavailability 
of in flight entertainment services. Table 1 show 
that 22% of male and 42% of female agree with on 
time departure. There are 32% of male and 56% 
female agree the AirAsia giving the good image for 
public. Most of the respondents strongly agree that 
Air Asia provide high safety precaution to the users 
which are 25% of male and 45% of female. 
Table 2 Show the Users Level of Satisfaction on 
LCCs Reliabilitywithin Users’ Gender 
 
V1 On time flight schedule 
V2 On time departure and arrival 
V3 Short waiting time for check-in services 
V4 Efficient check-in staffs 
V5Better services and performance in   reservation 
and ticketing 
V6User-friendly of customer relationship services 
Table 2 shows the users’ level of satisfaction on 
LCCs reliabilitywithin users’ gender. There more 
male and female respondents who strongly agree 
with on time flight schedule factor which is 24% of 
male and 33 % of female. Most of the respondents 
agree with factor on time departure and arrival. 

















































Table 1:Preferences of Low Cost 



















































Table 2:Users Level of Satisfaction on 




female. Regarding to the short waiting time for 
check-in services 24 % of male and 42% of female 
agree with this factor. Factor efficient check-in 
staffs most of the respondents 23% of male and 49% 
female are agree. Most of the male respondents 25% 
strongly agree with better services and performance 
in   reservation and ticketing. Meanwhile more 
female respondents, 40% agree with this factor. 
User-friendly of customer relationship 
servicesmale respondents 28% strongly agree there 
more female respondents, 37% agree with this 
factor. 
Most of the users agreed with the factor of on time 
flight schedule, on time departure, on time arrival, 
short waiting time for check-in service, efficient 
check-in staffs, better service in reservation and 
ticketing, user-friendly of Customer Relationship 
Service (CRS) and better performance in 
reservation and ticketing to determine the 
satisfaction on LCCs‟ reliability 
 
Table 3 Show the Users Level of Satisfaction on 
LCCs Responsiveness within Users’ Gender 
 
V1 Dedicated staffs who are willing to help in 
solving passengers’ problem 
V2.Staffs who are quick response to passengers’ 
request and complain 
V3Efficient baggage handling service 
V4 Well mannered staff 
V5Safety precaution 
Table 3 show that factor dedicated staffs that are 
willing to help in solving passengers’ problem 24% 
of male and 24% of female agree. There are more 
female which 21% agree with this factor.29% of 
female respondent strongly agree with staffs who 
are quick response to passengers’ request and 
complain. While more of the male which is 18% 
strongly agree this factor. Regarding to the efficient 
baggage handling service, more of the male 
respondents, 46% agree with this factor. For the 
male, 23% also more agree this factor. Table 3 
show that 17% of male and 24% of female strongly 
agree with factor well mannered staff. Meanwhile, 
20% of 37 male respondents are agreeing with this 
factor. Apart from that, 39% female of all 
respondents are agree with this factor. Table 3 
show there are 9% of each male and female 
respondent who agree with safety precaution 
provided by AirAsia.There are more female 
respondent strongly agree with this factor compare 
with male which 28%. 
Most of the users agreed with the factor of 
dedicated employees who are willing to help in 
solving passengers‟ problem, employees who are 
quick response to passengers‟ request, employees 
who have quick response to passengers‟ 
complaints, efficient baggage handling service, 
quick and well-managed baggage claim service, 
well mannered staff and safety precaution to 
determine the satisfaction on LCCs‟ 
responsiveness. 
5.0 CONCLUSION 
In conclusion, many factor which had been 
determined that will influence the Low Cost Carrier 
(LCC) selection of passengers are flexibility of fare 
price, low fare price, flexibility on booking method, 
availability of in flight entertainment services, on 
time departure, airline image, and airline safety 
precaution. LCCs should not only focus their 
strategy in providing low fares to retain customers. 
At the same time, they also need to increase and 
maintain their service level in terms of, safety, 
schedule convenience, on time performance, and so 
on. Besides that, LCCs should also make sure that 
their overall image and reputation is maintained 
from time to time to retain their passengers. Hence, 
the LCCs in Malaysia have to be prepared for 
facing the challenges that caused by globalization. 
There may be other LCCs that will be rising up in 









































Table 3:Users Level of Satisfaction on 





prepared to transform themselves to be survival in 
this competitive environment. 
6.0 REFERENCES 
Anthony T.H., Chin. (2002). Impact of Frequent 
Flyer Programs on the demand for air travel. 
Journal of Air Transportation, 7(2), 54-86. 
Carrier, E. (2003). Modeling Airline Passenger 
 Choice: Passenger Preference for schedule in the  
Passenger Origin-Destination Simulator 
(PODS). Master research paper. Massachusetts 
Institute of Technology. 
 
Cento, A. (2009). The Airline Industry Challenges 
in the 21st Century: Characteristics of the 
Airline Industry. Germany: Physica-Verlag. 
 
Delfmann, W., Baum, H., Auerbach, S., & Albers, 
S. (Eds.) (2005). Strategic Management in the 
Aviation Industry. Burlington: Ashgate 
Publishing Company. 
 
Doring, D. (2009). The “No Frills” Strategy of 
Low-Cost Carriers: And Their Impact on the 
Regional Economical Importance of Frankfurt 
Hahn Airport. Germany: GRIN Verlag. 
Farzila Md. Zuki. (2009). Customer satisfaction 
and preference in banking industry: An 
empirical investigation on public sector 
employees. Master thesis. Universiti Utara 
Malaysia. 
 
O‟Connell, J.F., & Williams, G. (2005). 
Passengers‟ perceptions of low cost airlines 
and full service carriers: A case study 
involving Ryanair, Aer Lingus, Air Asia and 
Malaysia Airlines [Electronic Version]. 
Journal of Air Transport Management, 11, 
259-272. 
 
Sekaran, U. (2003) Research Methods for Business: 
A Skill Building Approach. John Wiley & sons, 
Inc. 
 
Tekle, S. (2000). Students‟ Preference for 
„National Carrier‟ on their Overseas Holidays. 
Retrieved 4 October 2010, from 




Uncles, M.D., Dowling, G.R., & Hammond, K. 
(2003). Customer loyalty and customer loyalty 
programs. Journal of Consumer Marketing, 20 
(4), 294 – 316 
 
Wells, A.T., & Wensveen, J.G. (2004). Air 
Transportation: A management perspective, 
5th edition. United States of America: 
Thompson.  
 
Zikmund, W. G., Babin, C. C., & Mitch, G. (2010). 
Business Research Methods. South-Western C 
& Sons Ltd. Cengage Learning. 
 







Firefly website. Retrieved 26 October 2012, from 
www.fireflyz.com. My 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
